Offer the opportunity to discuss the complaint further If the patient is not satisfied with the response provided, he or she should have the opportunity to ask questions or ask for more information. You can offer the opportunity for the patient to respond by letter, or discuss the matter in person. This could be a reiteration of an apology, if appropriate. An expression that you hope the patient has made a full recovery is a nice way to end your statement.
The complaints handler will take similar statements from anyone else who was involved. In my case this included the receptionist and also the secondary care team to which I referred the patient. These statements are incorporated, along with other pieces of evidence, into one unified response.
By following the above framework, you should provide adequate information to resolve the complaint satisfactorily. If you do find yourself responding to a complaint I hope that this approach will be of use to you.
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